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1. INTRODUCTION

ARG is based in Melbourne and specialises in the provision of retail based Customer Relationship Management (CRM) Loyalty and Reward programs using advanced technology in Australia.

2. DESCRIPTION OF PROGRAM

The platform that we use is fully electronic. We capture transactions at retail point of sale from which reward points are calculated and posted to the cardholder’s account. The cardholder carries a magnetic stripe card with a unique customer number. Retailers recruit cardholders to the program and retain ownership of the resulting customer database.

The cardholder signs the card on the reverse and the signature is used as identification at redemption. Redemptions are processed automatically at point of sale and treated as a tender type at the participating retailer.

Cardholder records are held centrally and accessed for redemption via an on-line transaction initiated at point of sale. The redemption database is updated in real-time as part of the redemption process.

Regular mailings are conducted showing cardholders accumulated points and redemption value (if applicable) as part of program marketing. Special offers and promotions are included in the mailings. The owning retailer can mail to their customer base at any time. They can also mail to cardholders that ‘shop their shop’ as part of the program, but are never provided with the name and address data for separate use.

Cardholders may elect not to receive promotion mailings and offers. The database is not made available directly to non-participating members.

It is planned that reward data and promotions will be made available to cardholders in a secure manner (via password) via the Internet. Indeed, it is intended to reward cardholders who use this service, and/or elect to use e-mail as an option to receiving information via the mail. 

3. CUSTOMER RECORDS and PRIVACY 

Customers volunteer to register and choose to take a card offered by the retailer or service provider. The registration consists of basic data as follows:

· Name and address (mailing and residential)

· Date of Birth (not mandatory)

· Special interest groups

· Telephone numbers

· E-Mail address 

· Number of members in a household

In addition a cardholder may elect to nominate a club or group to which portion of points earned may be transferred. Also, cardholder’s may elect to accumulate and direct points to a nominated Primary Cardholder. They complete the above information plus nominate the primary cardholder number.

This data is captured and retained on a central database. Transactions are added to the customer’s data file and used to calculate reward points and establish behaviour patterns. This then becomes the basis of marketing to the cardholder.

Cardholders may elect also to Not to Receive mail other than information on the program and Points Statements. This can be elected at any time and is an  option explaind on the application form.

Central to reward programs is the capturing and tracking of customer transactions to add value in understanding customer behaviour. It is a means where individual and group behaviour can be tracked. The outcome for retail participants is to target their marketing based on this information to maximise the effect of marketing. 

If the retailer knows that the cardholder does not have children, then they do not need to market babies wear or products and so on. On the other hand if the cardholder fits the profile of a buyer who is most likely to purchase a range of products then they can be targeted accordingly. The objective is to make offers to members that are relevant based on tracked behaviour. 

The program structure enables retailers to join in a Coalition program (comprising many retailers) to extend the reach for new customers as well as add value to their own customers by giving them many places in which to earn reward points.

CUSTOMER RECORDS and PRIVACY (cont)

In these programs cardholders are rewarded for certain behaviour, such as regular shopping, amount spent, products purchased etc. In the service industry, they may be rewarded for paying accounts on time, using direct debit rather than credit card, paying via the Internet etc.

4. CARDHOLDER CONDITIONS OF USE

I have attached the current cardholder terms and conditions for the Plus Points program for your reference. This is typical of the programs we run and is indicative of retail loyalty programs.

5. CUSTOMER RELATIONSHIP MANAGEMENT (CRM)

The use of CRM is now considered mandatory for customer based organisations. It is also true that reward based programs are a necessary building block to establishing CRM programs.

The reward component is, in our view, necessary to encourage customers to participate, thereby enabling the program participants to identify the customer and track behaviour. The objective is to know more about a customer, retain and build the value with that customer and base offers on that established or predicted behaviour. It is targeted marketing rather than a shotgun approach.

In the end it is a tool to retain the most valuable customers and build revenue. At the retailer and service provider level the customer data is proprietary and essential. They protect this asset because of CRM and its intrinsic value to their business.

Terry Earle

 tel 03 9652 1803

Attached: Plus Points Cardholder Terms and Conditions

Membership Terms & Conditions – PLUS POINTS

These terms and conditions govern the use of your Plus Points card. Use of your Plus Points card constitutes your acceptance of them. If you do not agree with them please return your Plus Points card to us.

Using Your Plus Points Card

· You can use your Plus Points card straight away. Your Plus Points will be added to your Plus Points account after we receive, accept and activate your completed and signed application.

· You can use your Plus Points card to earn Plus Points for all qualifying transactions you make at Plus Points retailers (except for purchases of prescriptions, which by law cannot be used to gain reward points). Simply present your card at the point of payment and the retailer will award you your Plus Points. Your Plus Points will be credited to your Plus Points account 7 days after the purchase.

Redeeming Your Plus Points

· 610 Plus Points is equivalent to $10.00. Plus Points can only be redeemed in multiples of $10.00, so you need at least 610 points in your Plus Points account to make a redemption.

· You can use Plus Points in multiples of $10.00 to buy any item from any Plus Points retailer (subject to any restrictions set by the retailer). To make a redemption simply present your Plus Points card at the point of payment, ask for a redemption, provide any other identification required by the retailer and sign the redemption receipt given to you.

· If the value of the items you are buying is greater than the value of the Plus Points you are redeeming, you must pay the difference by other means. No change will be given for purchases which have a lower value than the Plus Points you are redeeming. You cannot redeem Plus Points for cash.

· If for any reason the Plus Points system is not functioning then you will not be able to make a redemption at that time. 

Returned Merchandise

· If you return any merchandise to a Plus Points retailer that is not exchanged for goods of the same value you will lose any Plus Points you were originally awarded for that purchase.

Primary And Supplementary Cards

· A family or other group can accumulate all their Plus Points in a single primary Plus Points account using supplementary Plus Points cards. Plus Points earned by supplementary Plus Points cardholders will be credited to the primary Plus Points account. Only the primary Plus Points cardholder can make redemptions. Plus Points cannot be transferred between Plus Points cardholders in any other way.

Checking The Balance Of Your Plus Points Account

· You can telephone us on 1300 657 567 to obtain the total number of points in your Plus Points account. 20 Plus Points will be automatically deducted from your Plus Points account if you use this service.

Replacing A Lost Card

· You can obtain a replacement for a lost Plus Points card from any Plus Points retailer. 100 Plus Points will be automatically deducted from your Plus Points account for each replacement card you request.

Time Limits

· If you use your Plus Points card regularly, your Plus Points are valid for a maximum of three years after issue. Plus Points not used during this three year period will expire. When you redeem any Plus Points, we will use your oldest points first.

· If you do not use your Plus Points card for a period of 12 months then all Plus Points in your account will be cancelled.

Other Conditions

· We reserve the right to alter either the Plus Points program or these Membership Terms and Conditions at any time without notice.

· We reserve the right to refuse any application for a Plus Points card and to close your account if you are convicted of any shop-lifting offence or defraud the Plus Points program.

· If we decide to close the Plus Points program, we will give you three months notice by advertising in the public notice columns in major daily newspapers. If you do not redeem your available Plus Points within the three month period they will expire.

Use Of Data And Privacy

· All information given in your Plus Points card application form and other information obtained when you use of your Plus Points card will remain confidential to us. We reserve the right to use the information for marketing purposes on behalf of participants in the Plus Points program and to supply information to marketing agencies. In making use of this information we will fully respect your privacy.

· If you wish to obtain information about the data we hold concerning you, please write to us at the address below.

· We abide by the current Australian Direct Marketing Association (ADMA) Direct Marketing Code Of Practice. This code can be viewed on ADMA’s web site: www.adma.com.au.
Issued by Australian Retail Group Pty Ltd, Locked Bag 19, Collins Street East, Melbourne, Victoria 8003.

